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ABSTRACT
Effective lis ten ing  is  a s k ill th a t needs to be brought to the fore fron t in  s ta ff 
development programs and confronted by a ll levels o f employees. M any jobs in  
the service-related in d u s tiy  require listen ing in  order to  accurately paraphrase 
custom er demands and requests. Therefore, it  is  c ritica l th a t employee 
lis ten ing  sk ills  are developed and reinforced as pa rt o f on-the-job tra in ing .
The purpose o f th is  study was to  determ ine i f  there is  a s ign ifican t 
difference in  lis ten ing  sk ills  among d ifferent levels o f selected employees a t 
C entral States H ealth &  Life Co. o f Omaha and to  show a need fo r additional 
tra in in g  in  effective listening.
Three d is tin c t employee groups were chosen: managers, p ro fessiona l/ 
technical, and clerica l employees. The employees were random ly selected and 
invited  to  attend a lis ten ing  sk ills  sem inar taugh t by Don Grandgenett, a Senior 
Professor a t the U niversity o f Nebraska at Omaha. The Brown-Carlsen lis ten ing  
test was used to  investigate the lis ten ing  sk ills  o f a ll partic ipants. Five d iffe rent 
sub-sections o f lis ten ing  were charted by the Brown-Carlsen lis ten ing  test: 
im m ediate recall, fo llow ing directions, recognizing trans itions, recognizing word 
meanings, and lecture comprehension.
A fter a s ta tis tica l analysis o f the differences in  mean scores among 
managers, professional/technica l and clerica l employees was run , the p rinc ipa l 
find ings showed the follow ing:
(1) Managers show a sign ificant difference in  both projected and actual 
scores compared to pro fessional/technica l and clerica l employees as 
measured by the Brown-Carlsen lis ten ing  test.
(2) P rofessional/technical employees did no t show a s ign ifican t difference 
in  actua l or projected scores compared to clerica l employees as measured by the 
Brown-Carlsen lis ten ing  test.
The conclusions o f th is  study show th a t there appears to be a need fo r
vi
additional tra in in g  in  a ll areas o f effective lis ten ing  fo r clerica l employees, 
perhaps w ith  fu rth e r investigation w arranted on fo llow ing d irections and lecture 
comprehension. There also seems to  be a need fo r additional tra in in g  in  lecture 
com prehension fo r managers and professional/technica l employees.
This study has shown a s ign ifican t difference in  the lis ten ing  ab ilities  o f 
managers as compared to professional/technica l and clerica l employees. I f  
add itiona l tra in in g  in  effective lis ten ing  can be d irectly related to  jo b  success, 
and is  accepted by upper management, there m ay be un lim ited  potentia l fo r an 
increase in  p roductiv ity, custom er relations and in te rna l harmony.
vii
CHAPTER ONE
In troduction
Effective listening is one o f the m ost under-estim ated and under-developed 
sk ills  in  business today. No m atte r the nature o f the business, effective 
lis ten ing  is  c ritica l fo r professional grow th, career satisfaction and the creation 
o f solid  interpersonal re la tionships among co-workers. Not only w ill sk illed  
listeners become assets to the w ork environm ent, sk illed  listeners w ill be 
remembered by more people. Bosses who are effective listeners benefit 
subordinates by encouraging production o f more w ork, im plem enting more 
usefu l ideas and provid ing faster employee career progress (Burley-A llen, 1982). 
The U niversity o f M innesota reported th a t in  the business w orld, 60 percent o f 
m isunderstandings can be traced to poor lis ten ing  and only one percent to 
w ritte n  com m unication (Montgomery, 1981). In  order to increase the 
effectiveness o f com m unication among co-workers, no m atter th e ir level of 
au tho rity , lis ten ing  sk ills  need to be examined and developed by each 
ind iv idua l.
Effective lis ten ing  is a v ita l s k ill fo r a ll employees to  possess in  today’s 
business w orld. This fact can be illu s tra te d  by recognizing th a t in  the year 
2000, there w ill be an estimated 13.5 m illio n  service jobs out o f a to ta l 18 
m illio n  jobs (W ilson Learning, 1991). I f  W ilson Learning’s benchm ark o f service 
jobs holds true  fo r the year 2000, then effective lis ten ing sk ills  taught and 
learned today w ill have trem endous im pact on the financia l success o f a ll 
businesses. Fu ture  leaders need to understand the im portance o f effective 
lis ten ing  and m ust take the necessary measures to improve th is  s k ill, both in  
the prim ary, secondary and higher education classrooms and in  business 
tra in in g  classes.
In  1957, research showed th a t people lis ten  at approxim ately a 25 percent 
level o f efficiency (Nichols, 1957). Turn ing  th is  25 percent around, people do
2not grasp three-fourths o f w hat others say (Pearce, 1989). L istening a t a 25 
percent level o f efficiency m ust have increased since 1957, sim ply because of 
the im pact o f the m edia, the enormous am ount o f in form ation th a t is available 
to  a ll professionals, and the pressure to  succeed in  society.
L istening gets lost in  the com m unication classes taugh t in  businesses; 
therefore, it  is  tim e to  research the actua l lis ten ing  sk ills  o f employees to see if  
these sk ills  need to be addressed w ith  more fervor.
Statem ent o f the Problem:
Is there a s ign ificant difference between selected C entral States employees' 
projected and actual lis ten ing  ab ilities as measured by the Brown-Carlsen 
lis ten ing  test?
Statem ent o f Sub-problem s
Sub-nroblem  1: Is there a s ign ificant difference between the projected and 
actual lis ten ing  ab ilities  o f managers, as compared to professional/technica l 
employees, as measured by the Brown-Carlsen lis ten ing  test?
Sub-problem  2: Is there a sign ificant difference between the projected and 
actual lis ten ing  ab ilities o f managers, as compared to clerica l employees, as 
measured by the Brown-Carlsen lis ten ing  test?
Sub-problem  3 : Is there a s ign ificant difference between the projected and 
actual lis ten ing  ab ilities o f professional/technica l, as compared to clerica l 
employees, as measured by the Brown-Carlsen lis ten ing  test?
Hypothesis
There is  no s ign ificant difference between selected C entral States 
employees’ projected and actual lis ten ing  ab ilities  as measured by the 
Brown-Carlsen lis ten ing  test.
Sub-hypothesis 1: There is  no sign ificant difference between managers and 
pro fessiona l/technica l employees’ projected and actual lis ten ing  ab ilities  as 
measured by the Brown-Carlsen lis ten ing  test.
Sub-hypothesis 2 : There is  no s ign ificant difference between managers and
clerica l employees' projected and actual lis ten ing  ab ilities as measured by the 
Brown-Carlsen lis ten ing  test.
Sub-hvnothesis 3 : There is no s ign ificant difference between pro fessiona l/ 
techn ica l and clerica l employees' projected and actual lis ten ing  ab ilities  as 
measured by the Brown-Carlsen lis ten ing  test.
Significance o f the Problem
Effective lis ten ing  is  a s k ill th a t needs to  be brought to the fo re fron t in  s ta ff 
development program s and confronted by a ll levels o f employees. Too often, the 
higher up the corporate ladder an ind iv idua l clim bs, the less like ly  there m ay be 
a sense o f urgency to improve any form  o f com m unication sk ills  — least o f a ll 
listen ing. Since m any employees in  the service industry  are hired to  w ork w ith  
custom ers, these employees m ust have good com m unication sk ills , such as 
lis ten ing, speaking, and w riting . Many jobs in  the service-related ind u stry  
require con tinua l lis ten ing  in  order to paraphrase custom er demands and 
custom er requests precisely. Therefore, it  is  c ritica l th a t employee lis ten ing  
sk ills  are developed and reinforced as pa rt o f on-the-job tra in ing .
The study o f the differences in  projected and actual lis ten ing  sk ills  of 
selected C entral States’ employees m ay reinforce a need to offer classes in  
lis ten ing  and may even lengthen the am ount o f hours these classes are taught. 
Also, the corre la tion  between employees’ s k ill levels may show th a t lis ten ing  is 
no t ju s t fo r one group o f employees, b u t is a universal s k ill th a t may benefit a ll. 
Th is study w ill be one step in  the goal o f gaining the respect fo r lis ten ing  to be 
viewed as a valued s k ill by today's professional in  the business w orld.
Projected Design and Procedures
To study the differences in  projected and actual lis ten ing  sk ills  o f Central 
States employees, several steps needed to  be followed. The firs t was to 
random ly select 30 employees from  three employee categories, w hich  were 
manager, pro fessional/technica l and clerica l, and invite  them  to attend one o f 
three sem inars. Second, the employees were asked to predict how w ell they
w ould do on the Brown-Carlsen lis ten ing  test. T h ird , the employees were to 
take the Brown-Carlsen lis ten ing  test adm inistered by Don Grandgenett, a 
Senior Professor a t the U niversity o f Nebraska a t Omaha. Fourth , the 
employees were given im m ediate feedback on th e ir projected and actua l scores. 
F ifth , an analysis o f the  differences in  scores among managers, p ro fessiona l/ 
techn ica l and clerica l employees was ru n  and resu lts can be found in  C hapter 
Four.
Assum ptions
There are several assum ptions th a t need to be addressed before continu ing  
w ith  th is  research.
Assum ption 1: I t  is assumed th a t a ll employees in  each category have had 
s im ila r educational backgrounds a n d /o r opportun ities fo r tra in in g  in  lis ten ing  
sk ills .
A ssum ption 2 : I t  is assumed th a t the Brown-Carlsen lis ten ing  test is an 
accurate device to measure differences among the groups.
A ssum ption 3 : I t  is assumed th a t there was no difference in  the environm ental 
conditions, no influence in  the d irections given by the ins truc to r, and no 
differences in  nonverbal messages given to each group during testing. 
L im ita tions
There are several lim ita tions th a t need to  be addressed before con tinu ing  
w ith  th is  research.
L im ita tion  1: Subjects were random ly selected from  a lis t o f employees and 
invited to attend the lis ten ing  sem inars. This m ay be a lim ita tio n  in  th a t only 
those employees who have an in te rest in  lis ten ing  sk ills  may have attended 
instead o f a sample o f im partia l partic ipants.
L im ita tio n  2 : The sample o f employees tested was sm all, only 65 employees out 
o f 545 were tested.
L im ita tion  3 : The test was adm inistered by audio cassette w hich m igh t have 
lim ited  v isua l learners and given an added advantage to auditory learners.
D efin ition  o f Terms
Listening — To be able to  hear and recognize sound.
L istening com prehension — To be able to  give m eaning to  a perceived sound.
In  th is  s tudy lis ten ing  comprehension was measured by the Brown-Carlsen 
lis ten ing  teat.
Manager — One who (1) directs, contro ls and leads a function  a n d /o r (2) 
d irects, contro ls and leads people who are responsible fo r p roductiv ity  in  a 
business setting. In  th is  study, managers consisted o f those who d irect, contro l 
and lead people who are responsible fo r p roductiv ity.
Professional /Technical — Employees in  a business who are responsible fo r a 
jo b  th a t requires little  managing; however, have experience or advanced 
education to perform  a specific job . In  th is  study, pro fessional/technica l 
employees consisted o f com puter technicians, research analysts, benefits 
auditors and those experienced to perform  a specific job .
C lerical — Employees in  a business who are sta rting  at e n tiy  level positions 
and who have little  experience a n d /o r education to perform  specific jobs. In  
th is  study, clerica l employees consisted o f employees w ith  little  experience in  
business and lim ited  sk ills .
O utline fo r the Remainder o f S tudy
The second chapter w ill review related lite ra tu re  w hich w ill support reasons 
fo r advocating lis ten ing  as an im portant sk ill. The th ird  chapter, methodology 
and procedures, w ill explain the subjects fo r the three groups selected, the 
random ization o f the groups, and the background o f the Brown-Carlsen 
lis ten ing  test. Chapter Three w ill also cover the research design and 
procedures, hypotheses and analysis o f data. The fo u rth  chapter w ill discuss 
the resu lts o f the research by carefu lly exam ining each sub-hypothesis. The 
fifth  chapter w ill provide discussion o f the results, p rinc ipa l find ings and 
recomm endations fo r fu rth e r research.
CHAPTER TWO 
Review o f Related L iterature 
The purpose o f th is  chapter is  to  examine and review previous research 
related to  various positions in  business and to determ ine i f  there is  a s ign ifican t 
difference in  s k ill levels. Various articles and books w ritte n  about lis ten ing  
sk ills  indicate a trem endous need fo r additional research regarding the 
corre la tion  between effective lis ten ing  sk ills  and d ifferent job  levels in  business.
The lite ra tu re  and research reviewed in  th is  chapter w ill be categorized by 
the fo llow ing subjects: (1) research on the general need fo r effective lis ten ing  
sk ills , (2) research on the need fo r more in s tru c tion  o f effective lis ten ing  sk ills ,
(3) analysis o f cu rren t s k ill levels, and (4) research on lis ten ing  s k ills  re lated to 
jo b  position.
Need fo r Effective Listening S kills  in  the W orkplace
M ost corporate com m unication classes emphasize the need fo r dynam ic 
speaking sk ills , nonverbal sensitiv ity  and the a b ility  to be an effective listener. 
In  a survey of 100 vice-presidents from  selected Fortune 500 corporations, 89 
percent reported th a t various types o f programs were used to improve the 
com m unication a b ilities  o f employees (Papa & Glenn, 1988). W hile upper 
management firm ly  advocated com m unication sk ills , some managers and 
executives w ent even fu rth e r to state th a t lis ten ing  was one o f the m ost 
underdeveloped b u t essential com m unication sk ills  needed in  corporations 
(Papa &  G lenn, 1988). I f  a manager's greatest com m unication need is effective 
lis ten ing, then the lis ten ing  ab ilities  o f managers m ust be fine tuned (Pearce, 
1989).
W hat is m eant by lis ten ing  in  the workplace and w hy the im portance? 
L istening means to  translate w hat is heard and give correct m eaning to words 
and d irections so a jo b  can be performed correctly. From the very beginning o f 
a job , employees learn to  process and im plem ent w hat is to ld  by managers. I f  
the trans la tion  o f the message sent to employees is  distorted, m isinterpreted,
ignored, or w ritte n  down incorrectly, troub le  may begin w ith  o u tp u t and then 
w ith  sim ple job  tasks having to be retyped or rescheduled. This is on ly one 
level o f d ifficu lty  w hich may resu lt from  poor lis ten ing  habits. Poor lis ten ing  at 
a ll levels o f a company can affect the p roductiv ity  o f a corporation, its  overhead 
costs, and its  reputa tion  as a service organization. W ith  100 m illio n  people in  
the w ork force, a sim ple $10.00 m istake from  each can add up to more th a n  one 
b illio n  do llars a year (Sigband &  Bell, 1986).
Need fo r More In s tru c tio n  o f Effective L istening S kills
N ixon and W est (1989) wanted to  prove the need fo r teaching lis ten ing  
s k ills  in  business class. To help sell th e ir idea o f the need fo r lis ten ing  sk ills  in  
business classes, N ixon and West (1989) discovered th a t m ost w orkers spend at 
least 60 percent o f th e ir w ork day listen ing. N ichols (1957) suggested th a t since 
lis ten ing  is  a s k ill, i t  can be improved w ith  ins tru c tion  and pointed out th a t 
a lthough people give lip  service to  the need fo r good listen ing, rare ly is anyth ing 
done about it. I t  seems th a t every artic le  and book published on the subject o f 
lis ten ing  repeats the same message over and over: there is a need fo r more 
in s tru c tio n  on lis ten ing  sk ills . Paul T. R ankin (1929) found ind iv idua ls  spent 
70 percent o f th e ir w aking day in  fo u r types o f com m unication. He claim ed th a t 
on the average, 45 percent was spent listening. Ralph N ichols (1957) wrote th a t 
o f the fo u r types o f com m unication, 40 percent was spent listening. H am ilton 
and K leiner (1987) cited th a t in  a report by Larry L. Barker, it  was claim ed th a t 
70-75 percent o f the w aking day was spent in  one o f fo u r types o f 
com m unication and 42 percent o f th a t tim e was spent listening. W hile the 
percentages seem to change from  researcher to researcher, the fact is th a t a ll 
agree ind iv idua ls  spent more tim e lis ten ing  than  any other form  of 
com m unication and received less tra in in g  and education on th is  sk ill.
Analysis o f C urrent S kills
Managers and officers are always com m unicating to  employees, clients, and 
other departm ents. They send electronic messages, adm in ister performance
appraisals, p u t ou t fires, and come up w ith  goals and objectives fo r each 
quarter. M ontgomery (1981) found th a t 30 percent o f a manager’s day was 
spent speaking and 45 percent was spent listen ing. I f  th is  is  true , w hat 
m easurements have been given to test a manager's s k ill level and w hat tra in in g  
has been provided before they w ork w ith  clients, custom ers and th e ir own 
employees? I f  corporations w ant to  th in k  o f th is  in  term s o f dollars, i t  can be 
said th a t managers receive over h a lf o f th e ir paycheck fo r com m unication 
ab ilities  in  speaking and lis ten ing  (Montgomery, 1981). How m uch is taken fo r 
granted th a t managers are pro fic ien t in  these skills?
M any corporations have established lis ten ing  tra in in g  programs: Sperry, 
Zerox, 3M, General E lectric, Ford, IBM  and on a local level, F irs t N ational Bank, 
Valm ont and US West. However, no t many o f these programs are based on 
research th a t ties in to  productiv ity, b u t instead are established on a common 
sense be lie f th a t they are good reinforcers o f listen ing 's c ritica l value as a sk ill.
W hat needs to  be done to confront the problem  o f poor lis ten ing  sk ills  or 
under-u tilized  lis ten ing  sk ills  is  to firs t test a ll employees on th e ir actua l s k ill 
level so an analysis can be done to target how tra in in g  on lis ten ing  can be 
designed. In  a study by Papa &  G lenn (1988), they looked at the im pact of 
differences in  lis ten ing  a b ility  on performance w ith  a new com puter system. 
Papa &  Glenn also explored w hether or not employees who received tra in in g  in  
lis ten ing  p rio r to  using a new com puter outperform ed employees who d id  no t 
receive such tra in ing . A fte r m uch research, Papa &  G lenn fe lt there was no 
d irect evidence th a t supported a re la tionsh ip  between lis ten ing  sk ills  and 
ind iv idua l performance in  any other study reported, so in  order to provide 
support fo r th is  claim  and fo r continued lis ten ing  tra in in g  in  corporations they 
decided to test th is  theory.
The resu lts indicated strong evidence th a t lis ten ing  a b ility  im pacts 
employee p roductiv ity  levels w ith  new technology. The resu lts also showed th a t 
the provision o f lis ten ing  tra in in g  programs im proved employees' a b ility  to
perform  w ith  new technology (Papa & G lenn, 1988).
L istening S k ills  Related to  Job Position
A  recent study in  the Jou rna l of Business Com m unication disclosed th a t 
good listeners hold higher level positions and are promoted more often. 
U nfortunate ly, the study concluded th a t when good listeners reach the top, 
they then become better speakers than  listeners since they are used to being 
listened to  (Grazian, 1991).
In  an artic le  w ritte n  by Sypher, Bostrom  and Seibert (1989), i t  was 
hypothesized th a t lis ten ing  had received com paratively little  a tten tion  from  
com m unication researchers. Bostrom  (1988) fe lt th a t the understanding of 
lis ten ing  had increased very little  in  the last 20 years since researchers in  
speech com m unication had shown little  in terest in  listen ing. So Sypher, 
Bostrom  and Seibert decided to  study lis ten ing  because they wanted to lin k  
lis ten ing  to  other com m unication-related sk ills  and relate lis ten ing 's 
im portance to com m unication sk ills  in  organizations. W hat these researchers 
were also focused on was how m uch tim e managers and executives spent 
lis ten ing  and the im portance o f effective listen ing.
Research done by Sypher, Bostrom  and Seibert (1989) tested to see i f  there 
was a re la tionsh ip  between lis ten ing  ab ilities and job  level in  the organization, i f  
there was a re la tionsh ip  between lis ten ing  ab ilities  and upward m ob ility , and if  
there was a difference between supervisors and non-supervisors lis ten ing  sk ills .
The resu lts  and discussion showed th a t there was only lim ited  evidence 
th a t employees in  h igher levels had better lis ten ing  sk ills . Looking a t 
prom otions over tim e showed th a t lis ten ing  sk ills  were positive ly correlated w ith  
an employee’s rise th rough the corporation's hierarchy. These find ings 
suggested th a t some aspects o f listen ing, such as short term  lis ten ing  and 
lis ten ing  w ith  d istraction , make a difference in  who gets promoted (Sypher, 
Bostrom  &  Seibert, 1989).
In  review ing the top ic o f lis ten ing  differences between supervisor and
non-supervisor positions, the research by Sypher, Bostrom  and Seibert related 
th a t non-supervisors had be tter lis ten ing  ab ilities  than  supervisors. T h is 
outcome m ay have been because non-supervisors spent more tim e lis ten ing  to 
supervisors and custom ers and th a t supervisors spent more tim e giving 
d irection  and were more used to  being listened to. Montgomery (1981) 
contended th a t a lthough managers spent a t least 45 percent o f th e ir tim e 
lis ten ing , perhaps they were not as pro fic ient in  th is  s k ill as they should be. 
Sypher, Bostrom  and Seibert's study analyzed 36 employees in  a large 
insurance corporation and a ll three researchers suggested th a t others replicate 
th e ir study in  order to confirm  th e ir findings.
Sum m ary
The research in  the rest of th is  thesis w ill assess s k ill levels in  several 
employee categories. I t  w ill assess s ign ificant differences in  lis ten ing  sk ills  by 
employee categories and may provide evidence th a t there is  a need fo r lis ten ing  
sk ills  tra in in g  in  businesses. This research may also po in t out th a t, a t a ll 
levels, ind iv idua ls  m ay no t be as good a listeners as they th in k  they are.
Research has shown th a t im m ediately a fter the average person listened to 
someone ta lk , w hat was heard was only pa rt o f w hat was said, and the 
ind iv idu a l correctly understood only pa rt o f w hat was heard, no m atte r how 
carefu l a listener. E ight hours la te r the lis tener w ould only remember 25 
percent o f w hat was said (Montgomery, 1981). This s ta tis tic  may change after 
employees are exposed to the awareness o f th e ir own lis ten ing  a b ility  in  
com prehension, recall, d irections, trans itions and word meanings. This type of 
research should s ign ifican tly  im pact the awareness of employees. Then 
lis ten ing  can receive the k in d  o f a tten tion  it  deserves.
C hapter Three w ill discuss the methodology and procedures used in  th is  
experim ental study. Selection o f partic ipants, research instrum ents, design 
and procedures w ill be explained. In  addition, a thorough analysis of the data 
related to  the hypotheses w ill be reported.
CHAPTER THREE 
Methodology and Procedures
This study was in itia te d  to secure and analyze data among three selected 
employee groups a t C entral States H ealth &  Life Co. o f Omaha to see i f  there 
were any s ign ifican t differences among the three groups as to  th e ir lis ten ing  
ab ilities . The data was taken from  a lis ten ing  sk ills  test im plem ented on three 
separate dates: June 26, J u ly  9, and J u ly  12, 1991. Perm ission was granted 
by Fred Schott, Vice President o f Hum an Resources a t C entral States, and the 
H um an Studies Board at the U niversity o f Nebraska (see Appendix A  &  B). This 
chapter w ill discuss m ethods and procedures used to investigate the differences 
among the groups.
Subjects
This study was confined to C entral States H ealth &  Life Co. of Omaha 
employees. Selected employees were invited from  three employee categories a t 
C entral States. The three categories were managers, p ro fessiona l/technica l 
and c le rica l employees.
In  order to random ly select employees from  the three groups, a p rin ted  copy 
o f a ll employees by employee num ber and by category was generated from  
C entral States' payro ll departm ent. The categories (job grades) were c lerica l - 
grades two th rough  five, p ro fessiona l/technica l - grades six th rough 18 and 
managers and officers who are not job  graded. A  num ber was then selected 
from  a table o f random  num bers and assigned to  each employee. Once the 
random  num ber was selected, it  was matched w ith  the employee and the 
process continued u n til there were th ir ty  employees selected from  each group. 
Inv ita tions were sent to selected employees asking them  to attend one o f the 
three sem inars. They were asked to RSVP so each knew it  was not m andatory 
to  attend. A ll subjects ranged in  educational background, age and experience. 
Employees were selected s tric tly  by category; no other c rite ria  was considered.
Research Instrum ent
The Brown-Carlsen lis ten ing  sk ills  com prehension test was one o f the firs t 
lis ten ing  tests w hich  evaluated comprehension o f the spoken word (Lorge,
1959). Th is test contains 76 item s grouped in to  five parts: im m ediate recall - 
17 questions, fo llow ing directions - 20 questions, recognizing tra n s ition s  - 8 
questions, recognizing word meanings - 10 questions, and lecture 
com prehension - 21 questions (see Appendix C).
Lorge (1959) proposed th a t o f these five parts, the section on tra n s itio n  and 
lecture com prehension came closest to evaluating lis ten ing  com prehension. He 
w ent on to state th a t the sections on im m ediate recall, fo llow ing d irections and 
w ord meanings were more like  sub-tests on w ell-know n in te llige n t tests. 
Recognizing trans itions, Lorge asserted, could be a s ign ificant com ponent in  
usefu l lis ten ing  sk ills .
The Brown-Carlsen lis ten ing  test was chosen fo r several reasons. F irs t, it  
w ent beyond other tests because its  form at is  a com bination o f several areas of 
lis ten ing, inc lud ing  to ta l recall, fo llow ing directions, recognizing trans itions, 
recognizing word meanings, and lecture comprehension. The re lia b ility  o f th is  
test taken from  The F ifth  Measurement Yearbook showed its  ranking  a t .86 
(Buro’s, 1959).
Research Design and Procedures
This study investigated the differences in  lis ten ing  sk ills  among three d is tin c t 
employee categories at C entral States H ealth &  Life Co. o f Omaha.
Before the test was taken, employees in  each category were asked to predict 
how w ell they w ould do on each sub-section and then overall on the 
Brown-Carlsen lis ten ing  test. The scale used to  predict scores on the 
Brown-Carlsen lis ten ing  test ranged from  zero to  100 percent. Once employees 
were fin ished w ith  the test, imm ediate feedback was provided w hich illu s tra te d  
projected and actua l scores on a lis ten ing  sk ills  grow th cha rt (see Appendix D). 
The in itia l step in  th is  research was to confirm  the dates o f the sem inars.
inv ite  random ly selected employees, reserve a tra in in g  room, contract w ith  an 
im pa rtia l fa c ilita to r and in itia te  research.
The sem inars were conducted by Don Grandgenett. a Senior Professor a t 
the U niversity o f Nebraska a t Omaha. He adm inistered the Brown-Carlsen 
lis ten ing  test du ring  the firs t hour o f the sem inar. The stage was set fo r the test 
when Grandgenett asked the partic ipan ts to keep an open m ind. Grandgenett 
then  asked the partic ipan ts to  predict how they w ould do in  each o f the five 
categories o f the test and how they w ould do overall.
Once the test started, no questions could be asked nor could anyone ta lk  
fo r the next 38 m inutes. The test was pre-recorded on cassette tape by a radio 
announcer who had excellent voice c la rity  and rate. The tape was pre-recorded 
so it  would no t prejudice the audience or make a difference in  scores i f  more 
th a n  one person read the test.
Hypotheses and Analysis o f Data
The three hypotheses th a t were tested by the use of the Brown-Carlsen 
lis ten ing  test are:
Sub-hypothesis 1: There is  no s ign ificant difference between managers and 
pro fessiona l/technica l employees’ projected and actual lis ten ing  ab ilities as 
measured by the Brown-Carlsen lis ten ing  test.
Sub-hvpothesis 2 : There is no s ign ificant difference between managers and 
clerica l employees' projected and actual lis ten ing  ab ilities as measured by the 
Brown-C arlsen lis ten ing  test.
Sub-hvpothesis 3 : There is  no s ign ifican t difference between pro fessiona l/ 
techn ica l and clerica l employees’ projected and actual lis ten ing  a b ilities  as 
measured by the Brown-Carlsen lis ten ing  test.
S ta tis tica l procedures focused on testing the three sub-hypotheses o f th is  
study. These procedures compared mean scores among a ll three categories on 
bo th  projected and actua l lis ten ing  scores. A  t-tes t was used to analyze the 
s ign ifican t differences among groups a t a .05 level using tw o-ta iled p robab ility .
Sum m ary
In  th is  chapter, the methodology o f the study was described in  fo u r 
sections: (1) subjects, (2) research instrum ent, (3) research design and 
procedures, and (4) hypotheses and analysis o f data. These sections discussed 
a methodology supporting  the overall purpose o f th is  study to  determ ine i f  there 
was a s ign ificant difference in  responses among managers, professional/ 
techn ica l and clerica l employees' projected and actua l lis ten ing  ab ilities.
In  the beginning o f th is  chapter, a description o f subjects was given. A ll 
employees from  the three categories were random ly selected, invited to 
partic ipate  (not mandated), and were given the same instructions. The second 
section, research instrum ent, was selected because o f its  form at used to  test 
ind iv idua ls  and because o f the test's re lia b ility  facto r o f .86. The th ird  section, 
research design and procedures, examined the classroom arrangem ent, the 
fa c ilita to r and the projected and actua l scores presented to each employee on a 
lis ten ing  sk ills  grow th chart. The fo u rth  section, actual analysis o f the data 
collected, was ru n  to show the p robab ility  among groups and to support the 
hypotheses. The analysis examined if  there was a s ign ificant difference between 
each employee category at a .05 level. The resu lts o f each o f these categories 
are reported in  Chapter Four.
C hapter Four w ill examine the results of th is  study by com paring a ll 
employee categories and re la ting  the com parisons back to the hypotheses.
CHAPTER FOUR 
Results
The purpose o f th is  study was to  determ ine i f  there was a s ign ifican t 
difference in  lis ten ing  sk ills  between d iffe rent levels o f C entral States employees 
and to  show a need fo r additional tra in in g  in  effective listen ing.
The firs t sub-problem  was to  test i f  there is  a s ign ificant difference between 
managers and pro fessiona l/technica l employees' projected and actua l lis ten ing  
a b ilities  as measured by the Brown-Carlsen lis ten ing  test. The second 
sub-problem  was to test i f  there is  a sign ificant difference between managers 
and clerica l employees’ projected and actua l lis ten ing  ab ilities  as measured by 
the Brown-Carlsen lis ten ing  test. The th ird  sub-problem  was to  test i f  there is  a 
s ign ifican t difference in  pro fessiona l/technica l and clerica l employees’ projected 
and actua l lis ten ing  ab ilities  as measured by the Brown-Carlsen lis ten ing  test.
As discussed in  Chapter Three, the study used the Brown-C arlsen lis ten ing  
test to  gather data by testing three selected groups o f C entral States' employees.
This chapter is  divided in to  fou r sections. Section one w ill examine the 
s ta tis tica l resu lts  o f the firs t sub-hypothesis. The second section w ill examine 
resu lts o f the second sub-hypothesis. The th ird  section w ill analyze the results 
o f the th ird  sub-hypothesis and the fo u rth  section w ill review and analyze the 
resu lts o f the entire study.
Sub-hvpothesis One Results
A lthough there were differences in  actua l and projected scores between 
managers, professiona l/technica l and clerical employees, there was no attem pt 
made to  test fo r significance between actual and projected scores in  th is  study. 
A  sum m ary table w ith  the means and standard deviations fo r bo th  projected 
and actua l scores fo r a ll three employee categories can be found in  Appendix E.
In  exam ining managers as compared to p ro fessiona l/technica l employees' 
lis ten ing  ab ilities, the firs t hypothesis tested was:
Sub-hvpothesis 1: There is no s ign ificant difference between managers and
professiona l/technica l employees' projected and actual lis ten ing  ab ilities  as 
measured by the Brown-Carlsen lis ten ing  test.
Th is sub-hypothesis was analyzed by testing the difference in  mean scores 
between managers and professional/technica l employees and a standard t-te s t 
was perform ed w ith  the resu lts reported in  Tables 1 and 2.
The t-te s t value fo r the projected results between managers and 
pro fessiona l/technica l employees was -2.36 and fo r the actua l overall score the 
t-te s t value was -2.28 w hich  are both  s ign ificant a t the .05 level. There is a 
s ign ifican t difference between managers and pro fessional/technica l employees' 
overall projected scores p<.023 and a s ign ificant difference between managers 
and pro fessiona l/technica l employees’ overall actual scores p<.028. Thus, 
in itia l resu lts  fo r the firs t sub-hypothesis im plied th a t managers d id  show a 
s ign ifican t difference from  professiona l/technica l employees in  projected and 
actua l overall scores on the Brown-Carlsen lis ten ing  test. This also indicated 
th a t the n u ll hypothesis on sub-hypothesis one can be rejected.
Table 1: Sub-Hypothesis One 
Brown-Carlsen Listening Test 
Overall Projected Scores
Group N Mean Standard
Deviation
t-Value 2-Tailed
P robab ility
Manager 18 68.83 10.61
-2.36 .023*
Professional/Technical 24 59.66 14.57
* s ign ifican t a t .05 level
Table 2: Sub-Hypothesis One 
Brown-Carlsen Listening Test 
Overall Actual Scores
Group N Mean Standard
D eviation
t-Value 2-Tailed
P robab ility
Manager 18 72.67 7.28
-2.28 .028*
Professional /Techn ical 24 66.29 10.79
* s ign ificant a t .05 level
Sub-hypothesis Two Results
In  con tinua tion  o f the resu lts o f th is  study, the second sub-hypothesis was: 
Sub-hvpothesis 2 : There is  no sign ificant difference between managers and 
clerica l employees' projected and actual lis ten ing  ab ilities  as measured by the 
Brown-C arlsen lis ten ing  test.
The difference in  scores between managers and clerica l employees’ lis ten ing  
sk ills  on projected and actua l overall scores was analyzed by testing the 
difference in  the mean scores and runn ing  a standard t-tes t. The resu lts are 
reported in  Tables 3 and 4.
The t-te s t value fo r the projected results between managers and clerica l 
employees was -3.48 and fo r the t-te s t value on the actual overall scores was 
-4.05. There is a s ign ificant difference between managers and clerica l 
employees’ overall projected scores pc.001 and a s ign ificant difference between 
managers and clerica l employees’ overall actual scores pc.OOOl. The in itia l 
resu lts fo r the second sub-hypothesis im plies th a t managers show a s ign ifican t 
difference from  clerica l employees in  projected and actual overall scores on the 
Brown-C arlsen lis ten ing  test. Therefore, the n u ll sub-hypothesis two can be 
rejected.
Table 3: Sub-Hypothesis Two 
Brown-Carlsen Listening Test 
Overall Projected Scores
Group N Mean Standard
Deviation
t-Value 2-Tailed
P robab ility
Manager 18 68.83 10.61
-3.48 .001*
C lerical 23 56.65 11.71
* s ign ifican t a t .05 level
Table 4: Sub-Hypothesis Two 
Brown-Carlsen Listening Test 
Overall Actual Scores
Group N Mean Standard
D eviation
t-Value 2-Tailed
P robability
Manager 18 72,67 7.28
-4.05 .0001*
C lerical 23 59.56 13.15
* s ign ifican t a t .05 level
Sub-Hypothesis Three Results
In  con tinua tion  of the resu lts o f th is  study, the th ird  sub-hypothesis was: 
Sub-hypothesis 3 : There is  no s ign ificant difference between pro fessiona l/ 
techn ica l and clerica l employee's projected and actual lis ten ing  ab ilities  as 
measured by the Brown-Carlsen lis ten ing  test.
This sub-hypothesis was analyzed by testing the difference in  mean scores 
between pro fessiona l/technica l and clerica l employees and a standard t-te s t 
was perform ed w ith  the resu lts reported in  Tables 5 and 6.
The t-te s t value fo r the projected resu lts between pro fessiona l/technica l 
and clerica l employees was -.78 and fo r the actual overall score the t-te s t value 
was -1.91 w hich  are not s ign ificant at the .05 level. There is no s ign ifican t 
difference between professional/technica l and clerica l employees’ projected 
scores p<.438 and no s ign ificant difference in  p ro fessiona l/technica l and 
clerica l employees’ actua l overall scores p<.063. Therefore, n u ll sub-hypothesis 
three can be accepted.
Table 5: Sub-Hypothesis Three 
Brown-Carlsen Listening Test 
Overall Projected Scores
Group N Mean Standard
D eviation
t-Value 2-Tailed
P robability
Professional /Technical 24 59.66 14.57
-.78 .438
C lerical 23 56.65 11.71
Table 6: Sub-Hypothesis Three 
Brown-Carlsen Listening Test 
Overall Actual Scores
G roup N Mean Standard
D eviation
t-Value 2-Tailed
P robab ility
P rofessional/Technical 24 66.29 10.79
-1.91 .063
C lerical 23 59.56 13.15
O verall Results Sum m ary
There are several conclusions th a t can be drawn from  the overall test 
resu lts  between the three selected employee groups’ projected and actua l test 
scores:
(1) Managers scored h igher on th e ir projected and actual scores than  
pro fessiona l/technica l and clerica l employees.
(2) C lerical employees scored m uch lower then they projected they w ould 
on the Brown-Carlsen lis ten ing  test.
(3) P rofessional/technical employees scored lower than  they projected they 
w ould on the Brown-C arlsen lis ten ing  test.
A  composite s ta tis tica l analysis can be found in  Appendix F.
Sum m ary o f Results
The purpose o f th is  study was to  determ ine i f  there was a s ign ifican t 
difference in  lis ten ing  sk ills  between three d ifferent employee categories at 
C entral States H ealth &  Life Co. o f Omaha. The purpose was also to  investigate 
a need fo r additional tra in in g  on effective listen ing.
In  testing  a ll three sub-hypotheses by exam ining the difference in  mean 
scores and ru n n in g  a standard t-test, the s ta tis tica l analysis shows there is a 
s ign ifican t difference in  projected and actual scores between managers and 
pro fessiona l/technica l employees and managers and clerica l employees. 
Therefore, n u ll sub-hypotheses one and two can be rejected. The analysis fo r 
n u ll sub-hypothesis three shows th a t there is no s ign ificant difference between
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projected and actua l scores between professional/technica l and clerica l 
employees. This sub-hypothesis can be accepted. A  sum m ary o f the overall 
hypotheses can be found in  Table 7.
Table 7: Overall Hypotheses Summary
Sub-hypotheses Groups Accepted/
Rejected
Significance
level
Sub-hypothesis 1 Manager vs. 
P rofessional/Technical
Rejected .05
Sub-hypothesis 2 Manager vs. C lerical Rejected .01
Sub-hypothesis 3 Professional /Techn ical 
vs. C lerical
Accepted --
Im p lica tions o f these resu lts w ill be discussed in  Chapter Five. Chapter 
Five w ill conclude w ith  a discussion of the resu lts, p rinc ip a l find ings and 
recomm endations fo r fu rth e r research.
CHAPTER FIVE 
D iscussion o f Results 
In  th is  chapter the resu lts o f th is  study were designed to  investigate i f  there 
were differences in  projected and actual scores among selected C entral States 
employees as measured by the Brown-Carlsen lis ten ing  test. D iscussion w ill be 
divided in to  nine sections: (1) restatem ent o f the problem , (2) restatem ent of 
hypotheses, (3) description o f procedures used, (4) p rinc ipa l find ings, (5) 
a u x ilia ry  observations, (6) conclusions, (7) lim ita tio n s  o f the study, (8) 
im plica tions o f the study, and (9) recommendations fo r fu rth e r research. 
Restatement o f the Problem
The purpose o f th is  study was to determ ine if  there is a difference in  
lis ten ing  sk ills  between d iffe rent levels o f selected employees a t C entral States 
H ealth &  Life Co. o f Omaha and to show a need fo r additional tra in in g  in  
effective listen ing.
The firs t sub-problem  was to  discover i f  there is  a s ign ificant difference 
in  lis ten ing  a b ility  between managers and pro fessiona l/technica l employees as 
measured by the Brown-Carlsen lis ten ing  test. The second sub-problem  was to 
discover i f  there is  a difference in  lis ten ing  a b ility  between managers and 
clerica l employees as measured by the Brown-Carlsen lis ten ing  test. The th ird  
sub-problem  was to discover i f  there is  a difference in  lis ten ing  a b ility  between 
pro fessiona l/technica l and clerica l employees as measured by the 
Brown-Carlsen lis ten ing  test.
Restatement o f the Hypotheses
The hypothesis stated there is  no s ign ificant difference in  responses 
between a ll selected C entral States employee groups' projected and actual 
lis ten ing  a b ilities  as measured by the Brown-Carlsen lis ten ing  test.
Sub-hypothesis one stated there is  no s ign ificant difference in  responses 
between managers and pro fessiona l/technica l employees’ projected and actual 
lis ten ing  ab ilities  as measured by the Brown-Carlsen lis ten ing  test.
Sub-hypothesis tw o stated th a t there is  no s ign ifican t difference between 
m anagers and clerica l employees' projected and actual lis ten ing  a b ilitie s  as 
measured by the Brown-Carlsen lis ten ing  test. Sub-hypothesis three stated 
there is  no s ign ifican t difference between pro fessiona l/technica l and c lerica l 
employees' projected and actua l lis ten ing  a b ilities  as measured by the 
Brown-C arlsen lis ten ing  test.
D escrip tion o f Procedures Used
This study investigated the differences in  lis ten ing  sk ills  among three 
d is tin c t employee categories at C entral States Health &  Life Co. o f Omaha. The 
three categories were managers, professional/technica l and clerica l employees. 
A  to ta l o f 65 ou t o f 545 employees were random ly invited to attend a lis ten ing  
s k ills  sem inar on a specific date. S im ila r environm ental conditions were 
provided in  a tra in in g  room at C entral States fo r a ll three groups. The same 
in s tru c to r, Don Grandgenett, a Senior Professor a t the U niversity of Nebraska a t 
Omaha, taugh t a ll three sections. The test was adm inistered by audio tape in  
order to  have like  testing  conditions fo r a ll three groups. V a lid ity  fo r the 
Brown-C arlsen lis ten ing  test has been stated at the .86 level in  The F ifth  M ental 
Measurem ent Yearbook (Buros, 1959).
A ll employees a t C entral States have had opportun ities to take classes in  a 
va rie ty o f com m unication sk ills . A ll employees selected came from  varied 
backgrounds, education, age, and w ork experience. The only difference in  the 
sections was ind iv idu a l jo b  category. S ta tis tica l procedures focused on testing  
the three sub-hypotheses by com paring mean scores among a ll three categories 
on both  projected and actual lis ten ing  scores. A  t-te s t was used to  analyze the 
s ign ifican t differences among groups at a .05 level using a tw o -ta il p robab ility . 
P rinc ipa l F ind ings
A fte r a s ta tis tica l analysis o f the differences in  mean scores among 
managers, p ro fessiona l/technica l and clerica l employees a t C entral States, the 
p rin c ip a l find ings on each sub-hypothesis were broken down in to  the fo llow ing
areas:
Hypothesis
The hypothesis o f th is  study stated th a t there is  no s ign ifican t difference in  
responses between selected C entral States employees' projected and actua l 
lis ten ing  a b ilities  as measured by the Brown-Carlsen lis ten ing  test. Th is 
hypothesis can be accepted since there was a s ign ificant difference in  one o f the 
selected employee groups w hich was pro fessiona l/technica l as compared to 
clerica l employees. B reaking th is  down, fu rth e r analysis showed: 
Sub-hvpothesis 1: There is no s ign ificant difference in  responses between 
managers and pro fessiona l/technica l employees’ projected and actua l lis ten ing  
a b ilities  as measured by the Brown-Carlsen lis ten ing  test.
Sub-hypothesis one results showed there was a s ign ifican t difference in  
projected and actua l scores on the Brown-Carlsen lis ten ing  test between 
managers and professiona l/technica l employees.
Sub-hvpothesis 2 : There is no s ign ificant difference in  responses between 
managers and clerica l employees’ projected and actual lis ten ing  ab ilities  as 
m easured by the Brown-Carlsen lis ten ing  test.
Sub-hypothesis two resu lts showed th a t there was a s ign ificant difference 
in  projected and actua l scores on the Brown-Carlsen lis ten ing  test between 
managers and clerica l employees.
Sub-hvpothesis 3 : There is no sign ificant difference in  responses between 
pro fessiona l/techn ica l and clerica l employees' projected and actua l lis ten ing  
ab ilities  as measured by the Brown-Carlsen lis ten ing  test.
Sub-hypothesis three resu lts showed there was no s ign ificant difference 
in  projected and actua l scores on the Brown-Carlsen lis ten ing  test between 
pro fessiona l/technica l and clerica l employees.
A u x ilia ry  Observations
Some auxila ry observations th a t may be useful to discuss are the analysis 
o f the mean scores o f each sub-section on the Brown-Carlsen lis ten ing  test.
This m ay be able to investigate a need to promote additional tra in in g  in  effective 
lis ten ing  a t C entral States. The observations are:
(1) Im m ediate Recall — The mean score fo r managers was 75.89 percent as 
compared to pro fessiona l/technica l a t 67.08 percent and clerica l employees a t 
63.52 percent. There seems to be a need fo r additional tra in in g  in  the area o f 
im m ediate reca ll as related to effective listen ing.
(2) Follow ing D irections — This area o f the Brown-Carlsen test is  a v ita l 
area fo r a ll employees. Managers’ actual mean score in  th is  sub-section was 
78.89 percent as compared to pro fessional/technica l a t 72 percent and clerica l 
a t 55.87 percent. This is  a s ign ifican tly  low score fo r clerica l employees as 
compared to  managers and pro fessiona l/technica l employees. Follow ing 
d irections is  essential to  a ll employees to perform  jo b  tasks correctly the firs t 
tim e, b u t i t  is  c ritica l fo r clerica l employees. There seems to be a need fo r 
additional tra in in g  on th is  specific s k ill as related to effective listen ing.
(3) Recognizing T ransitions — A fte r a com parison of the mean scores o f the 
actua l scores between managers, professiona l/technica l and clerica l employees, 
m anagers’ mean score was very close to professional/technica l com ing ou t at 
73.78 percent compared to a t 72.29 percent. C lerical employees averaged 59.91 
percent. There seems to be a need fo r add itiona l tra in in g  on th is  specific s k ill 
as related to effective listen ing.
(4) Recognizing W ord Meanings — The analysis o f the mean scores fo r a ll 
three groups indicates th a t th is  scores in  the sub-section ranked the h ighest 
compared to  the rest o f the sub-sections. The mean score fo r managers was 
83.22 percent, p ro fessiona l/technica l scored 73.33 percent and clerica l 
employees averaged 66.09 percent. A lthough these scores were the highest, 
there is  s till some room fo r im provem ent fo r clerica l employees.
(5) Lecture Comprehension — The lowest scores shown by the analysis of 
the mean scores fo r a ll three groups was in  lecture comprehension. The mean 
score fo r managers was 62 percent, p rofessional/technica l showed 56.38
percent and clerica l employees showed 48.61 percent. A ll three employee 
groups’ percentages are so low  th a t there m ay be a need fo r additional tra in in g  
in  th is  specific area o f effective listen ing.
C onclusions
The resu lts  o f th is  study suggest the fo llow ing conclusions:
(1) Managers show a s ign ificant difference in  bo th  projected and actual 
scores as compared to  p ro fessiona l/technica l and clerica l employees as 
m easured by the Brown-C arlsen lis ten ing  test.
(2) P rofessional/technica l employees d id  no t show a s ign ifican t difference 
in  actua l or projected scores as compared to clerica l employees as measured by 
the Brown-C arlsen lis ten ing  test.
(3) There appears to  be a need fo r add itiona l tra in in g  in  a ll areas o f effective 
lis ten ing  fo r c lerica l employees perhaps w ith  fu rth e r investigation w arranted on 
fo llow ing d irections and lecture comprehension.
(4) Managers and pro fessiona l/technica l employees seem to show a need 
fo r add itiona l tra in in g  in  lecture com prehension as pa rt o f effective lis ten ing  
sk ills .
L im ita tions o f the Study
This study was successful in  collecting data fo r the s ta tis tica l analysis; 
however, as w ith  a ll studies, it  was not w ith o u t lim ita tions. The three 
lim ita tio n s  are: (1) random  selection o f employees by three broad job  
categories, (2) the use o f only one test w ith  a sample o f 65 ou t o f 545 
employees, and (3) the test was adm inistered by audio cassette w hich  m ay lim it 
employees who are v isua l learners.
Im p lica tions o f the S tudy
Im plica tions drawn from  th is  study are:
(1) C lerical employees' low  percentages seem to show a greater need fo r 
im provem ent in  a ll areas o f effective lis ten ing, especially in  fo llow ing d irections 
and lecture com prehension.
(2) A lthough managers’ mean scores are higher than  the other two group 
there seems to  be a need fo r Im provem ent in  lecture comprehension.
(3) P rofessional/technica l employees d id  n o t show a s ign ifican t difference 
as compared to  c lerica l employees on the actua l Brown-C arlsen lis ten ing  test 
and seem to  show a need fo r im provem ent in  im m ediate recall and lecture 
com prehension.
Recommendations fo r Future Research
Based on th is  study, the fo llow ing are suggested recom m endations fo r 
fu tu re  research:
(1) M any facets o f th is  research on lis ten ing  sk ills  should be studied more 
in -dep th  by com paring jo b  s ta tus w ith  effective lis ten ing  ab ilities.
(2) A dd itiona l research in  the area o f fo llow ing d irections and lecture 
com prehension should be investigated.
(3) A dd itiona l sem inars on effective lis ten ing  may need to  be provided fo r 
a ll employees using m easurem ents fo r ind iv idu a l pre- and pos t-sk ill level.
(4) Th is study should be replicated using other businesses and the 
categories o f employees should be divided in to  more specific jo b  functions. 
C oncluding Remarks
This study has shown a s ign ifican t difference in  the lis ten ing  a b ilities  of 
managers as compared to  p ro fessiona l/technica l and clerica l employees. O ther 
studies have had s im ila r im plica tions th a t lis ten ing  is d irectly  related to jo b  
success as discussed in  Chapter Two. I f  additional tra in in g  in  effective 
lis ten ing  is  accepted by upper management, there may be un lim ited  poten tia l 
fo r an increase in  p roductiv ity , custom er re la tions and in te rna l harm ony.
Not on ly is i t  a challenge to  corporations to  make sure managers and 
officers are excellent listeners, b u t the entire company should have an 
opportun ity  to enhance th is  s k ill in  order to cu t down on in te rna l office 
m isunderstandings and, more im portan tly, external m isunderstandings 
between custom ers and clients.
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FRED SCHOTT
Vice President
Human Resources Division
Central States Health & Life Co. of Omaha
Co Whom it May Concern:
Please be advised that the research project —  "Descriptive 
tuay of Listening Skills of Central States Employees" —  
hosen by Kathryn Ann Gillaspie will be a valuable study to 
antral States Health & Life Co. of Omaha.
©cs
Sincerely
ed Schott 
Vice President 
Human Resource Division
96th and Western • Omaha, Nebraska 68114 • Phone: (402) 397-1111 
Mailing Address: P.O. Box 34350 • Omaha, Nebraska 68134-0350 
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INSTITUTIONAL REVIEW BOARD 
FOR THE PROTECTION OF 
HUMAN SUBJECTS
June 26, 1991
Kathryn Ann Gillaspie, MA
Teacher Education
UNO
IRB # 295-91 EX
TITLE OF PROPOSAL: Descriptive Study of Listening Skills of Managers,
Professional/Technical, and Clerical Employees at Central States Health 
and Life Co._____________________________ ._________ _ ________________________
Dear Ms. Gillaspie:
I have reviewed your Exemption Information Form for the above-titled 
research project. According to the information provided this project 
is exempt from IRB review under 45 CFR 46:1Q1B 1.2 «
It is understood that an acceptable standard of confidentiality of data 
will be maintained. Data must be recorded in such a manner that subjects 
cannot be identified directly or through identifiers linked to the subjects.
Sincerely,
Ernest D. Prentice, Ph.D. 
Vice Chairman, IRB
EDP/lmc
University of Nebraska — Lincoln University of Nebraska at Omaha University of Nebraska Medical Center
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University 
of Nebraska
Office of the Executive Secretary, IRB 
5017 Conkling Hall 
University of Nebraska Medical Center 
42nd & Dewey Avenue 
Omaha, NE 68105-1065 
(402) 559-6463
The University of Nebraska 
Institutional Review Board 
For the Protection of 
Human Subjects
EXEMPTION INFORMATION FORM
PROPOSAL TITLE: Descriptive study of Listening S k i 11 q o f  managers,
professional /t.enhniral f and clerical employees at Central£States
Health and Life Co. __ .
INVESTIGATOR(S) NAME & DEGREE- Kathryn Ann Gillaspie, MA Education______
DEPARTMENT & s c h o o l -  Teacher Education, University of NE at Omaha____
ADDRESS- 8 0 0 9  V o l t  s t - Omaha, NE 68147_____________________________
PURPOSE OF THE STUDY:
To find out if there is significant difference between perceived 
and actual listening abilities of managers compared to 
professional/technical compared to clerical employees at 
Central States.
DESCRIPTION OF SUBJECT POPULATION AND METHOD(S) OF RECRUITMENT:
I chose 30 employees randomly from each employee category 
and sent invitations to them for three separate Training 
seminars on Listening Skills. The seminars will be held 
this summer.
INFORMED CONSENT: Some technically exempt research projects ethically require informed consent (written or 
oral). If, in the investigator’s opinion, the study requires informed consent, the method used to obtain informed con­
sent should be described and any written consent forms submitted. If the study does not require consent, it should be 
so stated and justified.
This study is exempt from informed consent. Explanation is on 
next page.
TELEPHONE NUMBER: home - 731-3453 work - 399-3525
University of Nebraska-Lincoln University of Nebraska at Omaha University of Nebraska Medical Center
EXEMPTION INFORMATION FORM Page 2
DESCRIPTION OF PROCEDURES:
The seminars are scheduled for June 26th, July 9th, and July 12th 
from 1-4PM. I  will have 30 participants from each employee 
category attending. Dr. Donald Grandgenett, Senior Professor 
in College of Education will be teaching these 3-hour seminars.
He will first implement the Brown-Carlsen Listening Skills 
test to all groups, then teach a Listening seminar. The results 
of the test will be given to each employee and I will be using 
the results for a comparison. All employees* scores will be 
kept confidential.
EXEMPTION CATEGORY: This proposal qualifies for exemption under 45 CFR 46:101(b) paragrapn(s) 
justified as follows:
1. Research conducted in established or commonly accepted 
educational settings, involving normal educational 
practices, such as (i) research on regular or special 
education practices.
2. Research involving the use of educational tests and 
subjects cannot be identified. (see attached)
SIGNATURE OF INVESTIGATOR DATE
SIGNATURE OF ADVISOR DATE
(for student Investigator)
The IRB reserves the right to request the investigator provide additional information concerning the proposal.
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LISTENING SKILLS GROWTH CHART
Dr. Don Grandgenett
(Not to be copied without 
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Appendix E
Summary Table 
Brown-Carlsen Listening Test
Group Invita tions
Sent
Number
Attended
Projected
Mean
Projected
SD
A ctual
Mean
A ctual
SD
Manager 30 18 68.83 10.61 72.67 7.28
Professional/
Technical
30 24 59.66 14.57 66.29 10.79
Clerical 30 23 56.65 11.71 59.56 13.15
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